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Penelitian ini bertujuan untuk melakukan pengujian tangible, reliability, 
responsiveness, assurance, dan emphaty terhadap kepuasan masyarakat di Kantor 
Kecamatan Bungah Gresik. Sample yang digunakan yaitu metode purposive 
sampling. Dengan menggunakan 94 sampel pada masyarakat yang melakukan 
pelayanan di Kantor Kecamatan Bungah Gresik. Pengujian dilakukan dengan 
menggunakan regresi linier berganda. Hasil regresi memperlihatkan bahwa 
tangible, reliability, responsiveness, assurance, dan emphaty berpengaruh 
signifikan terhadap kepuasan masyarakat di Kantor Kecamatan Bungah Gresik. 
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This study aims to conduct tangible, reliability, responsiveness, assurance, and 
empathy testing on community satisfaction in the Bungah Gresik District Office. 
The sample used is the purposive sampling method. By using 94 samples in the 
community who do service in the Bungah Gresik District Office. Testing is done 
using multiple linear regression. The regression results show that tangible, 
reliability, responsiveness, assurance, and empathy have a significant effect on 
community satisfaction in the Bungah Gresik District Office. 
 
Keywords: Service Quality, Tangible, Reliability, Responsiveness, Assurance, 
Emphaty and Community Satisfaction. 
 
